Commonwealth of Massachusetts
State 911 Department
North Shore Regional 911 Center

201 9

ANNUAL REPORT

WWWwW.ecrecc.org

Find us on g Follow.us on
Facebook twitter


http://www.ecrecc.org/
https://www.facebook.com/ecrecc/
https://twitter.com/ecrecc

Table of Contents

MISSION, VISION, & VALUES .....coi ittt e e e e e e e e s nnes 1
LA IO 1 10 L O I L 1 2
GOVERNANCE. ... . et e e e e e et e e e e et e e e e et e e e e eaa e e e e eannees 3
[ S 10 2 /PP 6
ADMINISTRATION . oot e e e e e et e e e et e e e e aa e e e eanan s 8
HUMABNRESOUITES. ...ttt e e e e e e e e e e e e e e e e e e e e e e nrnn e e eeas 8
F W |1 Lo 4= To ] (=1 0o | o R 8
RECTUITMENL. ...ttt e e e e e s bbbt e e e e e e e e e e e s bbbt beeeeeaaeeee s 8
Y= =T ox 1o o PP PP PEPPPR P 8
[ (0 2T} 1o 1RSSR 8
SEIVIE MIlESIONES ... uutittiiiiiiiirrrrr s st e e e e e e e e e e e e e e e e e e e e aaaeeateetteeeeeeeeeeeeeeeeesarssesnnnnssnnnnnnned 8
EMPIOYEE TUIMOVEL. ...ttt e e e e e e e s e e e e e e e e e e e nanes 9
ADSENIEEISIM RAE. ....ciiiiiiiiiiiitiiei ettt e e st e e e e e e e s s bbb e e e eeaaeeeeaaas 9
OrganizatioNal CHIBL..........u i e ettt e e e e e e aaanseereaanane 10
OPERATIONS ...t ettttt ettt e e st e e et e e e e e e e s st bbb et e eeaeaeaesssassbbbbaeeeeeaaeeeasaas 11
03 7= 1111V PP 11
Terminal AGeNCY COOITINALOL..........coiiiiiiiiiiii ittt e e e e e e e e e 11
SPECIALIZED ASSIGNMENT REVIEW. .. .o 12
L] 1 1L i 12
COMMUNITY INVOLVEMENT & PUBLIC EDUCATION. ..ot 13
911 Center Tours & Speaking Engagements............ccoeeeeeieeeeeeeeeeeeeeee, 13
SOCIAI MBI ...ttt e e e e e e e et e e e e e e e e e s s s bbb areeaaaaeeeas 17
Critical Incident StressS ManagEemMIEIL. .........uuuuuiiiiiiiiieeeee e e e e e e e e e e e e e e e aeaaaeaaaeaaes 17
TRAINING & QUALITY ASSURANCE......coiiiiiieiii et 17
L TL = U I = UL o1 o PP PPPPPPPPPI 17
ContiNUING EAUCALION.........ooiiiiiieeeee et e e ee e 18
Quality AssuranceQuality Improvement (QA/QI Program)...........ccccoeeeveeeviveeieeeieeeeee, 21
Benchmarking Standards.............ueeiiiiiiiiiii e 22
RINGLO-PICKUP PerfOrManCe..........coooiiiiiiiiii e 23
Pickupto-Dispatch PerformancCe..............oiiiiiiiiiiiie e 24
AREI-ACHON REVIEBWS......coiiiiiiiiiiiiiiite ettt e e e e e e e e e e e e e e e aaaaeaas 29
North Shore Regional 911 Center i

2019 Annual Report



Department Complaints / Organizational INtegrity...............uuevriieiiiiiiiiiiieieeeee e 30

TECHNICAL SERVICES......coi oottt e e e e e e e e e e e aaee s 31
o E= 1o | o PP 31
INFOrMALION SEIVICES. .. ..o s 32
INnternet REAUNANCY.........coo i 32
SEIVEI INTrASTIUCTUN. ... ettt e e e e e e e e e e e e e e e e e e e e e e e e e et e e e eeeeeeeeeeeeeaaeesssnenrnnnes 33
ComputerAided DISPALCh...........uviiiiiiiiiie e e e e e e e e e e e e e e e e e e e e e e 33
Fire Alarm Receiving EQUIPMEIL...........uiiiiiiiiiiciese s s s s e s e e s e e e e e e e e e e e aeaeaaaaeaaeeaaeeeees 33
Emergency NOIfICAtION SEBN ........uuieiiiiiei s e e e e e e e e e e e e e e e e e e e e e e e e e e e e e 34

N O 1 1 PP TR PPPSPPPRPR 34
L@ V7= 1 PSS 34
LifE-CYClE FOIBCASTING. ...ttt e e ettt e e e e e e e e r e e e eeae e e e aas 35

911 INDUSTRY REPRESENTATION. ...t et e et e e eeeea 36

AGENCY CERTIFICATIONS. ... e e e e e et eeeeaaas 37
APCO Agency Training Program CertificatiQn...........ccccooveiiiieiiiee 37
NCMEC Missing Kids Readin€SS PrOJECL........uuuuuuiiiiiiiiiciieiss e s e e e e e e e e e e e e e eeaes 37
NWS WeatherReady Nation AmMbassador.............ccccciiiiiiiiiiiiiie e, 37

2019 STATISTICS ...ttt et e e e e e e e s st e e e e e e e e e s s s s b b bbb e e eeaeaaeeeessannnnsernnes 38
(O 1 S (0 Y= (o= S 38
L 010 T -1 39
RAAIO TraNSMISSIONS .. .uuuututiiiiiiiiiessae e e s e e e e e e e e e e e e e e eeaeeeeeeaaaeeateeeererereeeeeeeeeeeerannsnssnnnnnnnnns 39
RECOrd REQUESLS.......ccoeiiiiiieeeieeeeeeeeeeeeev s s e e e s e e nnnnananeaaeeenn e 240

2019 COMPLETED BIEOTS....ceiitiiiieiiiiiiiititiee et e e e e e e s st eeeaaaae e e s s ssnnnssaraeeaeeaaeesessnannns 41

2019 NOTABLE EVENTS.... ..ottt a e a e e e e e e e e e nneeeeees 42

2020 OBJECTIVES AND GOALS......oiiiiiiieee ettt e e 43

North Shore Regional 911 Center ii

2019 Annual Report



MISSIONVISION& VALUES

Mission Statement
The mission of théNorth ShoreRegional911 Centeris to serve as the communications link
between our member communas(itizens and their public safety agencies.

Our Vision
Its vision is to exceedational standards and best practices by providing Hegih, up-to-date
911 services in the most fiscally reasonable method.

Values

Caring
Supporting
Innovating
Serving

X X X X

Imagel: North ShoreRegionaP11Center

North Shore Regional 911 Center 1
2019 Annual Report



INTRODUCTION

North Shore Regional 911 Centéalso known asNorth Shore Regional Emergency
Communications Center, :dSR91)Lis locatedin Middleton, MassachusettsSNSR911s a dual

Public Safety Answering Point (PSAP, or operation that answers and directs 911 calls and requests
for emergency assistancelhe center is a component of tif&tate 911 Department operating

under the Executie Office of Public Safety and Securityr the Commonwealth of
Massachusetts Itwas formedas a collaborative effort with the communities it serves.

As a wireless PSAIRe NSR91Answers and directs approximated90,000 wireless 4-1 calls

for a pulation of about 1.8 million residents originating in Essex County, most of Middlesex
County,six towns in Worcester Coungnd all of Suffolk CountyexcludingBoston.This division
covers over 955 square miles. Additionally, #@R911s also the altenate answering point for

the State 911 Department PSAP Operations DivisipRramingham call center.

On theregionalside, the center answers and fully processeisBcalls for emergency assistance
for five communities (Amesbury, Essex, Middleton,opsfield, and Wenham,
Massachusetts).This includes radio dispatching units for police, fire, and EMS (emergency
medical services) for these communitiecBheNSR91Also receive, direct, and otherwise process
related noremergency calls for these commtias. The member communities have a combined
population of 42,505 and cover 65 square miles.

Four advisory boards provide oversight of the center by member communmjtibsy include
Police, Hre, Administrative andExecutiveAdvisoryBoard.
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GOVERNANCE

TheNorth Shore Regional 911 Centegovernedby an Intermunicipabgreement (IMA). This
agreement is between th&tate 911 Departmenand eachmember community. Through the
agreementthere arefour governing advisory boardBolice, Fire, Administrative, and Executive

The Executiv@dvisory Boards comprised of the Chair of Administrative Advisory Board, three
(3) at largemembers from the Administrative Advisory Board, the Chair of the Policesdygv
Board, one (1) at large Member from the Police Advisory Board, the Chair of the Fire Advisory
Board, and one (1) at large Member from the Fire Advisory BoHnd. Executive Advisory Board
advises the State 911 Department on the administration, butigend operation of the North
Shore RECC, including admittance of new memiapm@ovngthe annual operating and staffing
plans gpprovingthe details of the transition to a shared radi@quency systemand approving
operating policies and proceduresahgovern the operations of the North Shore RECC

The Police andFre Advisory Boards consiss of the respective chiefs from each department.
These pards advise the State 911 Department on operating policies and procedures for the
operation of theRegional Emergency Communications Center

There is also administrative AdvisoryBoard thatis comprised of either the Mayor, Town
Manager, or Town Administrator of each Member community. The Board advises the State 911
Department on the budget and epation of the North Shore RECC.

2019 BoardRepresentatives

Executive Advisory Board
PoliceRepresentatives | ChiefThomas Perkins, PAB Chair
Chief William Scholtz, PAB-l&drge Member

FireAdvisory Chief Jen CollilBrown, FABChair
Representative Chief Dan Doucette, FAB-lAdrge Member
Administrative Brendhan ZubrickiAAB Chair
Representative Anthony Ansaldi, AAB Aiarge Member

C. Kenneth Gray, AAB-ltdrge Member
Andrew Sheehan, AAB-Barge Member
Sate 911 FrankPozniak ExecutiveDirector
Representatives Norm Fournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Director
ChristopheiRyan NSR91 DeputyDirector
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Fire Advisory Boai@AB)

Amesbury Chief Ken Berkenbush

Essex Chief DanieDoucette

Middleton Chief Thomas Martinuk

Topsfield Chief Jen ColliABrown, Chairperson
Wenham Chief Stephen Kavanaugh

Sate 911 FrankPozniak ExecutiveDirector

Representatives | Norm Fournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Direcor
ChristopheiRyan NSR91DeputyDirector

Police Advisory Boa(@AB)

Amesbury Chief William Scholtz

Essex Chief Peter SilvaChief Paul Francis
Middleton Chief James DiGianvittorio
Topsfield Chief Evan Haglund

Wenham Chief Thomas PerkinGhairperson
Sate 911 FrankPozniak ExecutiveDirector

Representatives | Norm Fournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Director
ChristopheiRyan NSR91DeputyDirector

Administrative Advisory BoafdAB)

Amesbury Mayor CKenneth Gray

Essex Town Administrator Brendhan Zubricki, Chairpers

Middleton Town Administrator Andrew Sheehan

Topsfield Town Administrator Kellie Hebert

Wenham Town Administrator Peter Lombardi

Sate 911 FrankPozniak ExecutiveDirector

Representatives | NormFournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Director
ChristopheiRyan NSR91DeputyDirector

Agendas foreach advisory boar@re postedon thecenteQa ¢So6aA G S
meeting minutes aravailable for past meetings.
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Image3: Mapdepicting North Shore RE@@&mber Communities
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HISTORY

The idea for Essex County to establish a regional emergency dispatch center was first discussed
among variougommunities as early as 2005. Initially, 23 communities expressed at least some
level of interest in joining a potential regional endeavor. As the discussions progressed, many
communities ultimately decided that th@enterwould not serve their interestsgpropriatelyand
decided to withdraw from the procesk December 2008, a grant applicativas filed with the

state 31-1 department to establish a regional emergency communicateamer, which would

later be known as the Essex Regional Emergency Communications @daRIEC@t the time,

13 communities (Beverly, Danvers, Essex, Hamilton, Ipswit¢hnchesterby-the-Sea,
Marblehead, Methuen, Middleton, North Andover, Swampscatipsfield and Wenham) had

filed letters stating their interest in participating. In March 2009rant of $6,800,000.0@vas
awardedfor the establishment of the ERECC.

Ultimately, six communities, Amesbury, Beverly, Essex, Middleton, Topsfield, and Wenham,
decided to join the ERECC. Infdunicipal Agreements (IMAsyere executedbetween the
Sheriff's Department and the participating communities during 2028mid much optimism and
accolades from local and state officials in attendarice groundwasbrokenfor the new ERECC
facility in October 2011. The ERBSS toutedas asignificantsteptoward regionalization, which
many proponents say increases efficiency, while simultaneaaslycing costs. The new state
of-the-art facility, which was outfitted with the latest technology,cost approximately
$12,000,000 to build and outfit. The $6,980,000 funding for construatias provided by the
Commonwealth of Massachusetts, as was additional money neededjugp and furnish the
facility. Operational control and diction of the new facilityvere assignedo the Essex County
Sheriff's Department (ECSD). The ERECC facility opened for busiuess2013.

In late 2013, afteentering into an agreemenwith the Commonwealth of Massachusetts, the
ERECC begdrandling 91-1 cell phone calls (wireless calls) made throughout E€sminty,
thirty-two communities in Middlesex County, and threemmunitiesin Suffolk County.

In January 2015he City of Beverly, which had not yet transitioned to the ERECC, argubiinc
was withdrawing.In July 2017, the Amesbury City Council overwhelmingly approved a request
by the city's mayoto leave the ERECC and return to loehged dispatch operations.

Throughout its infancy, member communitiespressed concerns abotite OS y i SN &, 2 LIS NI |
call taking, dispatch times, communications, and miscommunicatiokkny factorshave

contributed toERECC's troubled histo@ne of the most significant issuegas thatunrealistic

promises were made to evepotential participant to try to encourage them to joinAs a result,

the centeris now activelypursung a more standardized approach to operatioisforts have

been made to streamline policies and procedures across each town and discipline.

Despite the challenges that has, and continues to face, the ERECC has achieved some very
positive distinctions that both current and potential participants should view in a very favorable
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way. Most prominent among these positives is that in May 2014ad announcedhe ERECC
met the minimum training standards for the Association of Public Safety Communications
Officials (APCO) International Agency Training Program Certification wasd awarded
certification. Public safety agencies use the APCO International Agency TrRnoigam
Certification as a formal mechanism to ensure their training programs rtteetAmerican
National Standardmstitute (AN$) approved standardThe ERECC is the first dispatch center in
Massachusetts, and just tteecond one in New England, to reeethe certification, also known

as APCO P3Bhe ERECC also became the second PSAP in Massachusetts talzehatienal
Center forMissing and Exploited Children (NCMEC) Missing Kids Readiness Project partnership.
It alsobecame the first PSAP in Mas8usetts to become a National Weather Service Weather
ReadyNation Ambassador.

LY wnamt GKS {KSNAFTQA 5SLINILHYSYyd O2yiN} OG4SR ¢
perform an audit of the operations, management, and finances of the ERECC. ®hisvap

finalized in February 2018. Within theeport, MRI made 125 recommendations. These
recommendations covered various topicike stakeholder perceptions governance,
organizational structure, and managemeiiperations and financedacility and equipment
benchmarkingand comparative analysis

On July 1, 2019, the management and operations of the center transitioned from the Essex

[ 2dzy e { KSNATFTFQa 5SLI NI Y Snitin thisaranéitkrs thd Siatke @ om m
5SLI NIGYSyd FaANBSR (2 Fdzf £ & T dzy RDephknient #oodS NI (G A 2
operational oversight. Additionally, the organizatich Yy I YS 2FFAOALFff & OKLF y:
{K2NB wS3aAz2ylft domm / SYiGSNE 2Nl b{whmMmod
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Image4: Map of Wireless Service Areas of July 204
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ADMINISTRATION

Human Resources

Authorized Strength

Personnel
Allocation
2019
Staffing
Director 1
Deputy Director 1
Operations Manager 1
Supervisor 8
Telecommunicator 27
Vacant Position&- TC, 1 Admin 6
Assistant, & 1Personnel & Special
Projects)
TOTAL 44

Recruitment

The center has established an extensive hiring and recruitment process. Candidates are required
to undergo a multtasking testoral boardinterview, psychological screening, drug and hearing
tests, and submit to an extensive background investigatiofo seek the most qualified
candidates the center regularly advertises vacancies on its website, through social media, in
industry publications, and through newspaper advertisements.

Selection

In 2019, the center performedn aggressive hiring campaignd hired a total of fifteen (15)
employeeq2 have since left)The center has also partnered with the State 911 Department to
seek qualified candidates through various colleges in the state.

Promotion
There were no employepromotions duringhe calendar year 2019

Service Milestones
The following employees celebrated significant milestones of employmiening the calendar
year 2019

Retirements:
Joanne Marks, Personnel & Special Projects Manager

5 Years of Service:
Cynthia Matos, Telecommunicator

North Shore Regional 911 Center 8
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Employee Turnover

Exit interviewsare conductedvith employees who voluntarily lealSR911Thisis an essential

622t dzaSR (2 FdZ feé dzyRSNRAUGI YR (KSNSRYlLbae SSQa
collection and analysis help identify individual problems versus an emerging trend and identify
issues systemic to the organization or reflectiveadfusiness unit. This informatias reported

regularly andappropriate actions takenas needed.

The tablebelow provides a 5/ear snapshot of employee turnover at thisSR911

Reason CY15 |CY16 |CY17 |CY18 |CY19
Terminated 0.00% | 1.92% | 3.85% | 1.92% | 11.36%
Resigned in Lieu of Terminatiq 7.69% | 5.77% | 1.92% | 1.92% | 4.55%
Pursue Other Dispatch Job 577% | 5.77% | 5.77% | 9.62% | 0.00%
Pursue Law Enforcement Job | 0.00% | 7.69% | 1.92% | 3.85% | 0.00%

Retirement 1.92% | 0.00% |1.92% | 0.00% | 4.55%
Seek otheEmployment 577% | 21.15% | 17.31%| 7.69% | 4.55%
Transfer to ECSD 3.85% | 0.00% | 1.92% | 0.00% | 0.00%
TOTALS 25.000| 42.31% | 34.62% | 25.00% | 25.00%

NOTEThis report was previously displayed using fiscal year data and has been modified to show
calendar year.

Employess Turnover Trends

50.00%
40.00%
30.00% .
20.00% fr— . -_-
10.00% B B
oos L — — s ]
CY15 CY16 CY17 CY18 CY19
mmm Terminated mmm Resigned in Lieu of Termination
Other Dispatch Law Enforcement
mm Retirement mmm Othe Employment
mmm ECSD == |ndustry Turnover Rate

Absenteeism Rate

As identified throughAdministrative Key Performance Indicators (KPIs), the cemauates its

absenteeism rate as compared againstthe aveiage at dzof AO { SO0 2NE {4 (iS D2 @
according to the Bureau of Labor Statistifhe NSR911 objective is to have a ratéess than 3.4%

annually FortheOl £ SY RIFNJ @S| NJ HamMd241% KS b{whpmmQa NI GS g1 a

North Shore Regional 911 Center 9
2019 Annual Report



Organizational Chart

Help is
= == at your
fingertips.

Executive
Director
MA State 911

Deputy Executive
Director
MA State 911

Operations
Manager

Rev 07/02/2019
FTE: 44

Image5: Organizational Chart
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OPERATIONS

Staffing
The North Shore Regional 911 Center Telecommunicator staff consists of SupeRasos,

DispatchersandWirelessCall Takers. Telecommunicators (TCs) operate ONR 4 & (G KNB S a K/
shift rom 0000cny nn 62 GSNY A I K G 0¢il600 (dayy {IKARF G /FENR{YK mFydn n¥
0000 (evening)The TC collective bargaining agreement also allows for the following swing shifts

as needed: 1000800, 12062000, and 180@200. The NSR911 Supervisory Telecommunicators
2LISNF 0SS | ONRaa frd\eBOSc nar kil &Y ¢4 18K &KX FINBPR &/t én 1
from 15002300.

Staffing patterns and levels are determined by Management and Scheduling Coordinators based

on data derived from several sources, including historical call volume, weather pattems,
2NBHIFIYyAT SR S@Syiliad ¢KS ydzYoSNI 2F ¢/ Q& LISNJ aKA-
factorssh ¥FG0Sy aGlFrFFAyYy3 YIe 6S AYONBlFaAaSR RdzZNAy3a (KS
(eg.,.42F Wdz &3> bSg ., SINRa e suchads@idteér srdvslormg 2 f | G SF

On average, for the Wireless function during B and C shiifsstaff includes threg3) wireless

call takers, supported if necessary, by thedwuty Supervisor. For the ghift (overnight) staffing

is set attwo (2) wireless call takers and the aiuty Supervisor.For the Regional functiorall

three shifts, A, B, an@ shiftsare set atthree (3) radio dispatchers and the esuty Supervisar
Thisyieldsatotal 3¢ / Qa4 | YR 2y S { dzLISNDA&RNA 2VYR 2y & { dz&
on the A (overnight) shiftEach shift always has one scheduleddoty Supervisor.

Shift Regional TCs Wireless TCs Supervisors
A 3 2 1
B 3 3 1
C 3 3 1

Terminal AgencZoordinator

Supervisor Aleander McKeon serves as the Terminal Agency Coordinator foNtBR91,1and
Supervisor Todd Owen is the Alternate Terminal Agency Coordindtoe Terminal Agency
Coordinator (TAC) is an individual designated by the DirectdredfiER9110 serve as a liaison
between the agency and the Commonwealth. The TAC assumes the responsibility of ensuring
compliance with Commonwealth and NCIC policies and regulations, as well as displaying
knowledge about the telecommunications system ahé general operation of the terminal
equipment.
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Duringthe calendar year 2019, the center assisted in the verificatibtihe following records:

Amesbury| Essex Middleton | Topsfield | Wenham| TOTAL
Stolen Gun 6 8 4 7 5 30
Stolen Plate 6 4 3 0 0 13
Stolen Vehicle 1 0 1 0 0 2
Missing Persor 0 0 1 0 1 2
Wanted Persor 3 0 0 4 0 7
TOTAL 16 12 9 11 c TN

SPECIALIZED ASSIGNMENT REVIEW

Accreditation Manager; The agency has designateddadzLJS NIA a2 NJ (2 + O0 | a
accreditation manager. Thagency seeks to be accredited by the Commission on Accreditation

for Law Enforcement Agencigs/ ! [ 9! 0 ® ¢KS I OONBRAGEFGAZ2Y YI VY
policies to ensure compliance with CALEA standards. Once the NSR911 is able to meet CALEA
standardsthis individual will work with CALEA to undergo a review and pursue accreditation.

CAD Administratog A supervisor acts as the CAD Administrator forM8R911 This individual
is responsibldor ensuringthat the system is functioningorrecty andto coordinate/ assisteach
policeand firedepartmentto ensure their systems are alsarking correcty.

Training SupervisarthyS 2F GKS b{wdmMmQad adzZLISNIBAA2NE Aad R
This individual is charged with overseeing the entirenirag program for both new hires and
ongoing continuing education of current staff.

GRIEVANCES
During 2019, there were no grievances filed against the NSR911.
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GOMMUNITY INVOLVEMENT & PUBLIC EDUCATION

Police IT User Group Each police department has @glated an officer to participaten an
Informational Technology user group with the ERECC. These meetings provide participants with
an opportunity to make changeand work collectively on issuesith the ComputerAided
Dispatch and Records Management System in a controlled environment.

Fire IT User Group Each fire department has delegated a firefighter to participatean

Informational Technology user group with the ERECC. These meetings provide participants with
an opportunity to make changes to the Compufeded Dispatch and disss issues with the
Records Management System or electronic Patient Care Rep¢ef©R3ystem in a controlled
environment.

On January 16, 2019he Massachusetts
Communications Supervisors Association
held one of its monthly meetings at our
fadlity. Over thirty (30) members attended
the meeting and subsequent tour of the
facility.

&
Image6: MCSA Meeting

During April, the center hostec
a barbeque in appreciation o
its employees and to celebrate
National Telecommunicato
Appreciation Week Numerous
stakeholders from membe
communities attended this
event, in addition to the
families of our staff.

Image7: Community Stakeholders pdee a photo during our BBQ
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Image8: Telecommunicators pose for a photo during our BBQ

Image9: Operations Manager Lee Delp & Supervisor Katrina Shamshak
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April 27, 2019

Operations  Manager
Delp and Supervisor
Shamshak presented at
the  Communications
Training Officer CTOQ

Training Daywhich was
held at Framingham
State University. Here
they presented on the
topic Calibrating your
Training and CTO
Program.

14


























































































